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57 ABSTRACT

The disclosed embodiments relate to a system or method of
providing location-based content during a customer service
session between a mobile device of a customer service
requestor and a communication device associated with a cus-
tomer service provider via a communication channel. The
disclosed method includes establishing the customer service
session between the customer service provider and the mobile
device of the customer service requestor. The method also
includes determining, by a processor, a geographic location
of'the mobile device. The method further includes providing,
by the processor, during or after the customer service session,
to the customer service requestor via the mobile device, con-
tent based on the determined geographic location of the
mobile device.

20 Claims, 7 Drawing Sheets
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FIG. 6
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PROVISIONING OF LOCATION-BASED
CONTENT DURING A CUSTOMER SERVICE
SESSION

BACKGROUND

A customer service session may be generally defined as a
connection, via a communication channel, between a cus-
tomer service provider (provider) and a customer service
requestor (requestor) during which customer service is
exchanged. A customer service session may be frustrating,
stresstul, and/or counter-productive for both the provider and
the requestor. At the outset, the requestor, who is attempting
to obtain, solicit, or receive customer service from the pro-
vider, is often angry, upset, and/or anxious about having to
obtain customer service in the first place (e.g., the customer
may be frustrated that his/her new product or service isn’t
working properly). These feelings may be exacerbated by the
fact that the requestor attempting to obtain, solicit, request, or
receive customer service from the provider must often wait to
receive customer service, as available customer service
resources (e.g., customer service employees, phones, com-
puters, etc.) are typically limited. Thus customers calling to
obtain customer service, are, for example, often placed on
hold, and, thus, must endure a wait or delay before or while
receiving or obtaining customer service. In some cases, the
delay or wait may be significant (e.g., 60 minutes). This may
leave the requestor, even after receiving the requested cus-
tomer service, extremely frustrated, angry, or otherwise upset
or dissatisfied about or with the customer service session
and/or the provider in general.

Customer service plays an important role in determining
the provider’s ability to attract new customers and retain
existing customers, and, thus, the provider’s ability to gener-
ate income and revenue. Poor customer service and/or a repu-
tation for poor customer service may, as a result, make it
difficult for the provider to attract new customers and/or
retain existing customers, ultimately leading to lost business.
For example, an existing customer who endures a poor cus-
tomer service experience may decide to never again purchase
goods and/or services from the provider (by, for example,
switching brands or service providers). Likewise, a potential
new customer who hears about this poor customer service
session or the provider’s poor customer service reputation
may choose to purchase goods and/or services from a differ-
ent provider.

Recognizing the importance of customer service, provid-
ers have adopted various strategies to improve or enhance the
quality of customer service that they provide. More specifi-
cally, some providers have adopted a strategy known as cus-
tomer relationship management (CRM), which involves
using technology to automate, analyze, organize, and syn-
chronize communication between the respective provider and
the requestor during the customer service process. Providers
may, for example, use CRM software to create, assign, and
manage customer service requests made by customers.
Accordingly, CRM software may, as an example, direct a
customer to the customer service agent best suited to help the
customer with his/her problem.

BRIEF DESCRIPTION OF THE DRAWINGS

The examples of the invention described below can be
better understood with reference to the following figures. The
components in the figures are not necessarily to scale, empha-
sis instead being placed upon illustrating the principles of the
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invention. In the figures, like reference numerals designate
corresponding parts throughout the different views.

FIG. 1 depicts a map of an exemplary geographic region.

FIG. 2 depicts a block diagram of a customer service ses-
sion according to one embodiment.

FIG. 3 depicts an example of a mobile device associated
with the customer service requestor.

FIG. 4 depicts a block diagram of an example of a system
for providing location-based content, during the customer
service session shown in FIG. 2, to a customer service
requestor located in the geographic region shown in FIG. 1.

FIG. 5 depicts a customer service platform of the system of
FIG. 4 in communication with a mobile device associated
with the customer service requestor.

FIG. 6 depicts a flow chart showing operation ofthe system
in FIG. 4.

FIG. 7 depicts an exemplary computer system for use with
the system of FIG. 4.

DETAILED DESCRIPTION OF THE DRAWINGS
AND PRESENTLY PREFERRED
EMBODIMENTS

The disclosed embodiments relate to a customer service
platform that provides location based content during a cus-
tomer service session or experience, as will be described. A
customer service session, as described above, may be defined
as a connection, via a communication channel, between an
employee, representative, and/or automated online assistant
(e.g., interactive voice response (“IVR”) system, chatterbot)
of or associated with one or more customer service providers
(provider(s)) and one or more customer service requestors
(requestor(s)) during which customer service is exchanged.
The one or more providers may be a retailer or merchant,
manufacturer, distributor, service provider, and/or organiza-
tion (e.g., corporation, government entity, other business
entity). The one or more customer service requestors may be
actual or potential customers, users, and/or consumers of one
or more goods and/or one or more services. The customer
service may include audio, visual, and/or audio-visual cus-
tomer support (e.g., billing and/or other non-technical
issues), technical support (e.g., schedule an appointment and/
or service call or visit, troubleshooting, maintenance, prob-
lem diagnosis, installation, training, etc.), and/or other cus-
tomer-related support (e.g., add and/or cancel one or more
products and/or one or more services). The communication
channel may include a telephone network, electronic mail
(email), and/or some form of real-time direct text-based chat-
ting (e.g. SMS, MMS, chat, instant messaging). The commu-
nication channel may be accessed, established, and/or initi-
ated via one or more communication devices, such as a
landline telephone, a desktop computer, and/or a mobile
device, such as a mobile phone and/or a mobile content plat-
form (e.g., notebook computer, tablet computer).

Known customer service strategies, such as CRM,
described above, may be expensive and difficult to imple-
ment. Implementing CRM often requires significant plan-
ning, particularly for large organization, as CRM software
must be integrated into existing information technology
infrastructure and employees must be trained to use the new
CRM software. Customer service requestors may also find
the CRM software difficult to use and/or understand. For
example, the CRM software may be difficult to navigate
and/or may, especially at first, contain previously undiscov-
ered technical gaps. CRM software, even if more effective
than other customer service processes at delivering quality
customer service, is also not guaranteed to climinate or
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address the above-noted problems with customer service—
customer service requestors may still be placed on hold and
be forced to endure a wait or delay before or while receiving
or obtaining customer service. In the end, CRM software may
still leave the one or more customer service requestors, even
after receiving the requested customer service, extremely
frustrated, angry, or otherwise upset or dissatisfied about or
with the customer service session and/or the customer service
provider in general.

The disclosed embodiments aim to create a more pleasant
customer service process by offering, providing, or transmit-
ting location based content to the one or more customer
service requestors during the customer service session. The
location-based content may include a compensatory benefit
redeemable at a location proximate or near the customer
service requestor, locations to travel to or avoid during the
customer service process, route guidance, information about
friends, family, and/or social acquaintances derived from a
location-based social networking application. Although the
location-based content may not completely eliminate delay or
on hold time and/or other sources of frustration, anxiety, or
dissatisfaction for the customer service requestor with the
customer service process, providing location-based content
may improve the customer service experience and help pla-
cate the customer service requestor and/or help the requestor
feel appreciated and/or remain productive, happy, and
mobile, even during the ongoing customer service session.
This should, in turn, improve the customer service requestor’s
customer service experience, thereby producing a happier
and, ideally, more loyal customer. Accordingly, this may help
the customer service provider attract new customers and/or
retain existing customers, in a simple and cheaper way than
the known customer service strategies discussed above.

To clarify the use in the pending claims and to hereby
provide notice to the public, help other implied definitions
herebefore or hereinafter unless expressly asserted by the
Applicant to the contrary, to mean one or more elements
selected from the group comprising A, B, . .. and N, that is to
say, any combination of one or more of the elements A, B, . .
.or N including any one element alone or in combination with
one or more of the other elements which may also include, in
combination, additional elements not listed.

FIG. 1 shows a map 100 of a geographic region 102. The
geographic region 102 may correspond to a metropolitan or
rural area, a state, a country, or combinations thereof, or any
other area of comparable size. The geographic region 102
includes, among other things, roads 104 and intersections
106. The geographic region 102 further includes one or more
points of interest 108, such as businesses (e.g., retailers, mer-
chants, service providers, other businesses, etc.), municipal
entities, public transportation venues or steps, and/or other
points of interest not explicitly described herein.

FIG. 2 shows ablock diagram of a customer service session
150 according to one embodiment. The customer service
session 150 is established between a customer service pro-
vider 152 and a customer service requestor 154 seeking to
obtain customer service 156 via or over a communication
channel 158. In this embodiment, the communication channel
158 is a telephone network, such that the customer service
session 150 is established, via the telephone network 158,
between a communication device 160 associated with the
customer service provider 152 and a mobile device 162
owned by or otherwise associated with the customer service
requestor 154. The customer service requestor 154 is, in this
embodiment, located in the geographic region 102. The cus-
tomer service provider 152 may also be located in the geo-

5

10

15

20

25

30

35

40

45

50

55

60

65

4

graphic region 102 or may, in some embodiments, be located
outside of the geographic region 102.

The customer service session 150 may be established in
any number of ways. In one embodiment, the customer ser-
vice session 150 may be initiated by the customer service
requestor 154, via the mobile device 162, when the requestor
154 contacts (e.g., calls or telephones) or messages (e.g.,
SMS, chat) the customer service provider 152. The customer
service session 150 is established, in response to this initia-
tion, by the customer service provider 152, when the cus-
tomer service provider 152, via the communication device
160, answers or accepts the contact or responds to the mes-
sage from the requestor 154. Alternatively, the customer ser-
vice session 150 may be initiated by the customer service
provider 152, via the communication device 160, and estab-
lished by the customer service requestor 154 via the mobile
device 162. The customer service provider 152 may, for
example, initiate the customer service session 150 in response
to an initiation request received from the customer service
requestor 154. Alternatively, the customer service provider
152 may initiate the customer service session 150 based on
one or more previous customer service sessions, in which, for
example, the customer service provider 152 indicates that it
will contact the customer service requestor when it is his/her
turn in the customer service queue. One of ordinary skill in the
art will realize that the customer service session 150 and/or
other customer service sessions may be initiated and/or estab-
lished in a different manner, particularly when the customer
service session is established via or over a different commu-
nication channel than the telephone network 158.

FIG. 3 shows a more detailed view of the mobile device
162. The mobile device 162 may be a mobile phone, a smart
phone, a personal digital assistant (“PDA”), a tablet com-
puter, a notebook computer, a personal navigation device
(“PND”), a portable navigation device, and/or any other por-
table or mobile device associated with the requestor 154. In
this embodiment, the mobile device 162 includes a processor
170, a memory 172, an input device 174, and a display 176.

The processor 170 may be any type of processor suitable
for mobile devices and/or computers. The memory 172 may
be a volatile memory or a non-volatile memory. The memory
172 may include one or more of a read only memory (ROM),
random access memory (RAM), a flash memory, an elec-
tronic erasable program read only memory (EEPROM), or
other type of memory. The memory 172 may include an
optical, magnetic (hard drive) or any other form of data stor-
age device. The memory 172 may be removable from the
mobile device 162 (e.g., may be a secure digital (SD) memory
card).

The input device 174 may be one or more buttons, keypad,
keyboard, mouse, stylist pen, trackball, rocker switch, touch
pad, voice recognition circuit, or other device or component
for inputting data to the mobile device 162. The display 176
may be a liquid crystal display (LCD) panel, light emitting
diode (LED) screen, thin film transistor screen, or another
type of display. In one embodiment, the input device 174 and
the display 176 of the mobile device 162 are combined as a
touch screen display, which may be capacitive or resistive.

FIG. 4 shows a block diagram of one system 200 for pro-
viding location based content 202 during the customer ser-
vice session 150. The system 200 includes a customer service
platform 204 created or operated by, or otherwise associated
with, a customer service platform operator 206. In one
embodiment, the platform operator 206 is the same as the
customer service provider 152. The customer service plat-
form 204 is coupled with the customer service provider 152
(and the communication device 160 associated therewith) via
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a wired and/or wireless network 208. The platform 204 may
be located at, proximate, or near the customer service pro-
vider 152 or may be remotely located from the customer
service provider 152. The customer service platform 204 is
coupled with the customer service requestor 154 (and the
mobile device 162 associated therewith) via a wired and/or
wireless network 210. In one embodiment, the network 208
may be the same as the network 210 (and vice-versa). Herein,
the phrase “coupled with” is defined to mean directly con-
nected to or indirectly connected through one or more inter-
mediate components. Such intermediate components may
include both hardware and software based components. In
one embodiment, the platform 204 may be implemented as
computer program logic or computer readable program code
stored in the memory and/or storage of a computer, such as
the computer 400 described below with respect to FIG. 7, and
executable by one or more processors thereof to implement
the disclosed functionality.

The networks 208 and 210 may be a wireless network or a
combination of a wired and wireless network, such as a cel-
Iular telephone network and/or 802.11x compliant network,
and may include a publicly accessible network such as the
Internet, a private network, or combination thereof. It will be
appreciated that the type and configuration of the communi-
cations networks 208 and 210 is implementation dependent
and any type of communications network which facilitates
the described communications between the platform 204 and
the customer service provider 152 and/or the customer ser-
vice requestor 154, available now or later developed, may be
used.

As illustrated in FIG. 5, the platform 204 includes a navi-
gation system 212. The navigation system 212 includes a
navigation database 214. The navigation database 214 con-
tains geographic data 216, such as, for example, road segment
or link data records 180, node data records 182, and point of
interest data records 184. The link data records 180 are links
or segments representing the roads, streets, or paths 104. The
node data records 182 are end points corresponding to the
respective links or segments of the road segment data records
180. The road link data records 180 and the node data records
182 represent a road network, such as used by vehicles, cars,
and/or other entities. The road link data records 180 may be
associated with attributes of or about the roads 104, such as
geographic coordinates, street names, address ranges, speed
limits, turn restrictions at intersections, and other navigation
related attributes, as well as POlIs, such as gasoline stations,
hotels, restaurants, museums, stadiums, offices, automobile
dealerships, auto repair shops, buildings, stores, parks, etc.
The node data records 182 may likewise be associated with
attributes (e.g., about the intersections 106), such as geo-
graphic coordinates, street names, address ranges, speed lim-
its, turn restrictions at intersections, and other navigation
related attributes, as well as POlIs, such as gasoline stations,
hotels, restaurants, museums, stadiums, offices, automobile
dealerships, auto repair shops, buildings, stores, parks, etc.
The point of interest data records 184 may be associated with
attributes of or about one or more points of interest 108, such
as an address, a phone number, and/or hours of operation for
the point of interest 108, and/or the availability and/or
strength of the telephone network 158 and/or one or more
other communication channels (e.g., internet, telephone net-
work, etc.) at the point of interest 108. The geographic data
216 may also include other data records 186, such as, for
example, cartographic data records, routing data, and maneu-
ver data. More, fewer, or different data records may be pro-
vided.
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The navigation database 214 further contains offer data
218 associated with one or more of the points of interest 108.
The offer data 218 is indicative of one or more benefits,
discounts, promotions, vouchers and/or coupons, valid,
redeemable, or usable at the respective point of interest 108,
which may be offered or provided to the customer service
requestor 154 during the customer service session 150. For
example, the offer data 218 may indicate that the customer
service requestor 154 may be offered, during the customer
service session 150, a discount of 50% off coffee at the coffee
shop 108. To prevent fraud, the offer data 218 may indicate
that the respective benefit, discount, promotion, and/or cou-
pon may only be offered and/or used a set number of times
total and/or a total number of times per day/hour/etc.

The navigation database 214 may be maintained by the
customer service platform operator 206 and/or a map devel-
oper 120 (e.g., NAVTEQ NA LLC). The map developer 120
collects geographic data to generate and enhance the database
214. There are different ways used by the map developer 120
to collect data. These ways include obtaining data from other
sources, such as municipalities or respective geographic
authorities. In addition, the map developer may employ field
personnel to travel by vehicle along roads throughout the
geographic region to observe features and/or record informa-
tion about them. Also, remote sensing, such as aerial or sat-
ellite photography, may be used.

The navigation database 214 may be a master geographic
database stored in a format that facilitates updating, mainte-
nance, and development. For example, the master navigation
database 214 or data in the master navigation database 214 is
in an Oracle spatial format or other spatial format, such as for
development or production purposes. The Oracle spatial for-
mat or development/production database may be compiled
into a delivery format, such as a GDF format. The data in the
production and/or delivery formats may be compiled or fur-
ther compiled to form navigation database products or data-
bases, which may be used in end user navigation devices or
systems.

The navigation system 212 also includes a navigation
server 220. The server 220 is operative to determine or obtain
a geographic location or position 222 of the mobile device
162 (and, thus, the customer service requestor 154) in the
geographic region 102 (see FIG. 1). In the embodiment
depicted in FIG. 5, the server 220 is operative to receive or
obtain, via the network 210, the position 222 from a position-
ing system 224 included on or with the mobile device 162.
The positioning system 224 is operative to obtain or deter-
mine the position 222 using, for example, a global positioning
system (GPS), an assisted GPS system, inertial sensors,
wheel pulse sensors, other sensors, and/or any other known or
later developed way of determining position. See, for
example, the contents of U.S. Pat. No. 6,192,312, titled “Posi-
tion determining program and method,” the entire disclosure
of which is incorporated by reference herein. Once the posi-
tioning system 224 determines or obtains the location 222, the
positioning system 224 of the mobile device 162 may trans-
mit its location or position 222 to the server 220 via the
network 210. This may be done or performed in response to a
request from the navigation server 220 and/or may be caused
to occur by the customer service requestor 154 and/or may be
automatically done periodically at set time intervals (e.g.,
every 2 minutes) during the customer service session 150.

The server 220 is further operative to determine or obtain a
route 226 (see FIG. 1, dashed line) over which the mobile
device 162 is or will be traveling. In the embodiment depicted
in FIG. 5, the server 220 is operative to receive or obtain, via
the network 210, the route 226 from a route recognition
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system 228 included on or with the mobile device 162 and
coupled with the positioning device 224. The route recogni-
tion device 228 may recognize the route 226 based on one or
more previous routes over which the mobile device 162 has
traveled. For example, the customer service requestor 154,
and, thus, the mobile device 162 may travel the same route to
and from work every day. Accordingly, if the positioning
device 224 determines that the location 222 of the mobile
device 162 is along, on, or near this habitual route, the route
recognition device 228 may determine that the mobile device
162 is traveling to or from work, such that route 226 is the
habitual route to or from work. The route recognition device
228 may alternatively determine the route 226 based on two
or more different geographic locations or positions 222 of the
mobile device 162 and/or the geographic location or position
222 and a list or database of commonly traveled routes. Once
the route recognition device 228 determines or obtains the
route 226, the route recognition device 228 may transmit the
route information 226 to the server 220 via the network. As
with the location 222, above, the route information 226 may
be transmitted in response to a request from the navigation
server 220 and/or may be caused to occur by the customer
service requestor 154 and/or may be automatically done peri-
odically at settime intervals (e.g., every 2 minutes) during the
customer service session 150.

In another embodiment, the navigation server 220 may
obtain the geographic location or position 222 and/or the
route 226 of the mobile device 162 directly from or through
the customer service requestor 154. For example, the server
220 may directly prompt the customer service requestor 154
for his/her location 222 and/or his/her route 226. The
requestor 154 may, in response, directly provide his/her loca-
tion 222 and/or route 226 and/or cause his/her mobile device
162 to provide his/her location 222 and/or route 226 to the
server 220. Alternatively, the server 220 may request that the
customer service provider 152 request or obtain the location
222 and/or the route 226 from the customer service requestor
154. The requestor 154 may respond, or cause his/her mobile
device 162 to respond, by informing the customer service
provider 152 of his/her geographic location or position 222
and/or his/her planned route 226. The customer service pro-
vider 152 may then transmit the location 222 and/or the route
226 to the server 220 via a user interface, as will be described
below, or in any number of ways. In yet another embodiment,
the navigation system 212 may include the positioning sys-
tem 224 (or any other device operable to determine the loca-
tion 222) and/or the route recognition system 228 (or any
other device operable to determine the route 226). In such a
case, the positioning system 224 may determine the location
222 of the mobile device 162 using or based on, for example,
triangulation methods, the Internet Protocol (IP) address of
the mobile device 162, etc. The navigation server 220 may
then obtain or receive the location 222 from the positioning
system 224 and/or the route 226 from the route recognition
system 228 within the platform 204. In a further embodiment,
the navigation database 214, or parts or data thereof, may be
stored in or be part of the mobile device 162. This may, for
example, allow the mobile device 162 to get data instructions
from the server 220 and to, for example, generate naviga-
tional guidance (e.g., a route) on the display 176 ofthe mobile
device 162.

The server 220 may, in turn, provide or present the cus-
tomer service provider 152 with an audio description and/or
visual indication of the location 222 and/or the route 226. In
one embodiment, the server 220 may provide the customer
service provider 152 with the map 100 or a different map that
depicts or illustrates the location 222 and/or the route 226 of
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the mobile device 162 (See FIG. 1). In some embodiments,
this may help the customer service provider 152 identify or
select the content 202 to provide during the customer service
session 150.

The navigation system 212 may also include a user inter-
face 229 that allows the customer service provider 152 and/or
platform operator 206 to modify the data 216 and/or the offer
data 218 stored in the navigation database 214 and/or add
and/or remove similar information thereto/therefrom. In the
embodiments described above in which the customer service
provider 152 obtains the location 222 and/or the route 226
directly from the customer service requestor 154, the cus-
tomer service provider 152 may enter the location 216 and/or
the route 220 via the user interface 229.

Optionally, the platform 204 may be operative to provide,
via the telephone network 158 or another communication
channel, the customer service requestor 154 with queue infor-
mation 230 during the customer service session 150, but
before the requestor 154 receives the customer service 156.
The queue information 230 may include an estimated waiting
or hold time and/or a priority rank (e.g., the requestor 154 is
currently 8 in line) for the requestor 154 before the requestor
will receive the customer service 156 during the customer
service session 150.

In some embodiments, the location 222 and the route infor-
mation 226 received from the mobile device 162 and/or the
customer service provider 152 and/or the customer service
requestor 154 may already indicate where the customer ser-
vice requestor 154 (and the mobile device 162) is relative to or
with respect to the roads 104, the intersections 106, and/or the
points of interest 108 in the geographic region 102. In other
embodiments, the server 220 is further operative to determine
this information by comparing, correlating, or associating the
location 222 and/or the route information 226 with the data
216 in the navigation database 214. This may happen, for
example, when the location 216 simply comprises bare coor-
dinates. Accordingly, the server 220 may determine what
road(s) 104 the mobile device 162 is on, near, and/or traveling
along, and/or what intersection(s) 106 and/or point(s) of
interest 108 that the mobile device 162 is at, near, and/or
traveling towards or away from.

The server 220 is further operable to receive provider data
231 indicative of the customer service process 150 and/or the
customer service requestor 154 from the customer service
provider 152. The provider data 231 may, for example, indi-
cate that the customer service requestor 154 is, overall, a
valued customer. This might be because, for example, the
requestor 154 spends or spent over a threshold amount, buys
or bought premium services and/or goods, and/or the
requestor has been a customer, user, and/or consumer of the
goods and/or services of the customer service provider 152
for a significant or defined amount of time. The provider data
231 may also, for example, be indicative of the nature and/or
circumstances (e.g., the tone, length, etc.) of the specific
customer service session 150. The provider data 231 may be
indicative of the tone of the customer service session 150
(e.g., the customer service requestor 154 is or is not being
friendly and/or patient during the customer service session
150, the customer service 156 requested during the session
150 (e.g., the customer service 156 concerns a significant
purchase and/or a significant amount of money), and/or other
information about the customer service session 150. The data
231 may be further indicative of the type of content 202 that
the customer service provider 152 wishes to provide. The data
231 may, for example, indicate that the customer service
provider 152 only wishes to provider certain types of the
content 202 (e.g., no benefits), is willing to spend up to, but
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not more than, a certain amount on or for the content 202 (e.g.,
the benefit may not exceed $100), and/or other restrictions or
guidelines relating to the content 202.

Once the server 220 receives the geographic location 222
and/or the route information 226 and, optionally, the provider
data 231, the server 220 is further operative to automatically
identify, select, or determine the content 202 based on the
geographic location 222, the route 226, the queue information
230, the provider data 231, or combinations thereof. The
server 220 may identify or determine the content 202 by
correlating or analyzing the current or predicted/anticipated
location data 222, route data 226, queue information 230,
provider data 231, or combinations thereof with the geo-
graphic data 216 and/or the offer data 218 stored in the navi-
gation database 214. This ensures that the content 202 iden-
tified or determined by the server 220 is or may be relevant to
the customer service requestor 154, particularly the request-
or’s location 222. The content 202 is or may also be relevant
to the customer service session 150, the route 226, the queue
information 230, and/or the provider data 231.

Alternatively, the content 202 may be manually identified
or selected by the customer service provider 152 based on the
geographic location 222, the recognized route 226, the queue
information 230, the provider data 231, or combinations
thereof. For example, the customer service provider 152 may
manually choose to provide the requestor 154 with specific
content 202 when the requestor 154 is friendly, the requestor
154 has been or was on hold for a long period of time, and/or
the customer service 156 requested concerns involves a sig-
nificant purchase (e.g., a $1000 computer) and/or a significant
amount of money (e.g., the customer service requestor 154 is
calling about a $500 utility bill).

In some embodiments, the content 202 identified by the
server 220 includes one or more benefits 232 selected from
the offer data 218. The one or more benefits 232 may be valid,
redeemable, or usable at one or more of the points of interest
108, such as at a merchant, retailer, and/or service provider.
The server 220 may identify or select one or more benefits
232 for points of interest 108 proximate to the determine
geographic location 222 in the geographic region 102, located
along and/or near the recognized route 226, located in the
direction that the mobile device 162 is traveling, affiliated or
not affiliated with the customer service provider 154, that the
server 220 identifies as being not crowded or busy (using, for
example, some sort of check-in or feedback service), or com-
binations thereof. For example, the benefit 232 may be for the
point of interest 108 that the server 220 determines is closest
to the determined geographic location 222 and/or the route
226. The one or more benefits 232 may be in the form of a
coupon, voucher, discount, gift card or certificate, and/or
other benefit and may be valid, usable, or redeemable during
and/or after the customer service session 150. The one or
more benefits 232 may, for example, be valid, usable, or
redeemable for a certain period of time (e.g., four hours)
following the customer service session 150. In one specific
embodiment, the benefit 232 is a voucher for a free coffee at
an unaffiliated Starbucks® coftee shop two blocks away from
the location 222 that is only redeemable while the customer
service session 150 is ongoing and/or within a preset time
(e.g., 1 hour) following the end of the customer service ses-
sion 150.

Alternatively, or in addition thereto, the content 202 iden-
tified by the server 220 may include one or more locations 234
(see FIG. 1) at which the customer service requestor 154
should or may participate in the customer service session 150.
The location 234 may be, for example, one of the points of
interest 108, such as a coffee shop, that the server 220 iden-
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tifies as being quiet and/or not crowded and would, thus, be
conducive to participation in the customer service session
150. In one embodiment, the location 234 corresponds to the
point of interest 108 for which the benefit 232 is provided,
such that the customer service requestor 154 may use or
redeem the benefit 232 and participate in the customer service
session 150 at the same location. The location 234 may also
be one in which the telephone network 158 and/or another
communication channel is available and/or strong, such that
the customer service session 150 will not be interrupted. The
location 234 may or may not be proximate to the location 222
of the mobile device 162 and/or may or may not be located
along or proximate to the recognized or determined route 226.

Alternatively, or in addition thereto, the content 202 iden-
tified by the server 220 may include one or more locations 238
that the customer service requestor 154 should avoid during
the customer service session 150. The one or more locations
238 may, for example, correspond to one or more of the points
of interest 108, such as a tall building, elevator, underground
train platform, etc., at which the telephone network 158 and/
or another communication channel is unavailable and/or at
which the signal of or connection to the communication chan-
nel is weak and/or unverified. The one or more locations 238
to avoid may or may not be proximately located to the loca-
tion 222 and/or located along the recognized route 226 (if the
server 220 has detected one). In one embodiment, the one or
more locations 234 represent the points of interest 108, proxi-
mate to the location 222, in which the communication chan-
nel is unavailable, when, for example, the queue information
230 indicates that the customer service provider 152 will be
able to provide the customer service 156 very shortly or that
the customer service provider 152 will initiate or re-initiate
(e.g., by calling back) the customer session 150 shortly there-
after.

Moreover, the content 202 identified by the server 202 may
further include data 240 indicative of other customer service
requestors 242 simultaneously involved in another customer
service session 240, either with the customer service provider
244 or another customer service provider, and located proxi-
mate to the geographic location 222 of the mobile device 162.
The other customer service requestors 242 may be friends,
family, and/or social acquaintances of the customer service
requestor 154 identified by the server 220 using a location-
based social networking platform 246, such as Facebook,
Four-Square, Google Latitude, etc. Accordingly, the data 240
identifies friends, family, and/or acquaintances of the cus-
tomer service requestor 154 who are likewise involved in a
customer service session. Using the data 240, the requestor
154 and one or more of the requestors 242 may choose to meet
up while each is involved in his/her respective customer ser-
vice session 150, 244. This is particularly beneficial when
both requestors 154, 242 are on-hold or waiting to receive
customer service.

Alternatively, or in addition thereto, the content 202 iden-
tified by the server 220 may include navigation guidance 246.
The navigation guidance 246 may include audio and/or writ-
ten and/or visual navigational guidance, such as one or more
maps, one or more calculated routes, etc. The navigation
guidance 246 may direct or guide the requestor 154 from the
location 222 to the point of interest 108 for which the benefit
232 is provided and/or to the one or more locations 234 at
which the customer service requestor 154 should or may
participate in the customer service session 150. The naviga-
tion guidance 246 may be especially helpful to the requestor
154 when the location 234 is not proximate to the location 222
and/or is not located along or near the route 226. The naviga-
tion guidance 246 may also serve to direct or guide the cus-
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tomer service requestor away from the one or more locations
238. The navigation guidance 246 may also direct or guide the
customer service requestor 154 to the location of one or more
of'the customer service requestors 242 that the requestor 154
wishes to meet up with or to a designated or determined
meeting place or central location in which the one or more
requestors 242 may meet with the requestor 154. The navi-
gation guidance 246 may include directions or guidance for a
route that is similar to or corresponds with the route 226, is
different than the route 226, and/or that modify the route 226
(e.g., when one or more of the locations 238 lies along the
route 226). The navigation and/or route guidance 226 dis-
played or provided via the mobile device 156 may be gener-
ated by the server platform 204, the mobile device 156, and/or
combinations thereof. Methods for calculating and providing
route guidance using geographic data are disclosed in, for
example, U.S. Pat. No. 6,199,013, the entire disclosure of
which is incorporated herein by reference.

After the server 220 identifies or selects the content 202,
the server 220 is operative to provide or transmit the content
202 to the customer service requestor 154. The content 202 is
transmitted or provided during the customer service session
150 (e.g., while the customer service 156 is being provided to
the customer service requestor 154) or contemporaneously
with or proximate to the end of the customer service session
150. In other words, the content 202 is provided within a time
period after the customer service session 150 such that the
determined location 222 and/or route 226 are still relevant.
The content 202 may be transmitted or provided before or
after the customer service 156 has been provided to the cus-
tomer service requestor 154 during the session 150. The con-
tent 202 may be provided to the customer service requestor
154 via or over the telephone network 158 and/or via or over
another communication channel (e.g., email, SMS, etc.). In
one embodiment, the server 220 is further operative to be
transmit or provide a customer survey 250 that asks questions
and/or seeks comments about the specific customer service
session 150 or the customer service provider 152 in general.
The customer survey 250 may be transmitted along with or
after the content 202. The survey 250 may be transmitted via
the telephone network 158 or via another communication
channel.

The customer service platform 204 may further include a
monitoring system 260 that generally measures or monitors
the effectiveness of the system 200. The monitoring system
260 may operative to monitor or track distribution of the
content 202, particularly where the content 202 is manually
identified or selected, evaluate customer surveys 250 and/or
otherwise determine the receptiveness or happiness of the
customer service requestors 154, and/or measure or deter-
mine the usefulness of the content 202 provided. By moni-
toring or tracking distribution of the content 202, the system
260 may help the customer service provider 152 and/or the
platform operator 206 identify excessive or inappropriate
(and potentially fraudulent) distribution of the content 202.
The system 260 may also gather, monitor, or collect data
relating to the redemption rate of the one or more provided
benefits 232. In total, the system 260 allows the customer
service provider 152 to monitor or measure its return on
investment of the entire system 200.

Further yet, the customer service provider 152 may deter-
mine which type of customer service 156 to provide or how to
provide that customer service 156 to the customer service
requestor 154 based on the determined geographic location
222 ofthe mobile device, the recognized route 226, and/or the
queue information 230. For example, the customer service
provider 152 may provide the customer service requestor 154

10

15

20

25

30

35

40

45

50

55

60

65

12

with more or less detailed customer service depending on
whether the customer service requestor 154 is located in a
quiet location, is capable of understanding or recording (e.g.,
writing down) the customer service instructions, and/or is
near the product or service (e.g. computer) that is the subject
of the customer service session 150 in the first place.

Referring to FIG. 6, there is shown a flow chart depicting
the operation of the system 200 for providing location-based
content according to one embodiment. In one embodiment,
the system 200 includes the customer service platform 204,
implemented as a computer having a processor and a memory
coupled thereto.

The operation or method includes establishing the cus-
tomer service session 150 between the communication device
160 associated with the customer service provider 152 and the
mobile device 162 of the customer service requestor 154 via
the communication channel 158 (act 302). As described
above, the customer service session 150 may be established
by the customer service requestor 154 or the customer service
provider 152 and may be established in any number of ways.
The operation further includes determining the geographic
location or position 222 of the mobile device 162 (act 304).
The location 216 may be determined in any number of ways,
as described above.

The operation or method further includes identifying the
content 202 based on the determined geographic location 222
of the mobile device 162 (act 306). The operation further yet
includes providing, during or after the customer service ses-
sion 150, to the customer service requestor 154 via the mobile
device 162, the identified or determined content 202 (act
308). As described herein, the content 202 may include one or
more benefits 232, the one or more locations 234, the one or
more locations 238, the data 240, the route guidance 246, or
combinations thereof.

In one embodiment, the operation further includes recog-
nizing or determining the route 226 over which the mobile
device 162 is traveling. The recognizing may be based on
previous routes over which the mobile device 162 has trav-
eled, based on two or more determined locations 222 of the
mobile device 162, and/or based on the location 222 of the
mobile device 162 and a list of common routes.

In one embodiment, the operation further includes provid-
ing or presenting the customer service provider 152 with the
determined location 222 and/or the recognized route 226 of
the mobile device 162. More specifically, the operation may
include providing or presenting the customer service provider
152 with an audio description and/or visual indication (e.g.,
the map 100) of the location 222 of the mobile device 162
and/or the route 226 over which the mobile device 162 is
traveling.

In one embodiment, the operation further includes provid-
ing, via the communication channel 158, during the customer
service session 150 but before transmitting or exchanging the
customer service 156, the customer service requestor 154
with the queue information 230.

In one embodiment, the operation or method includes iden-
tifying or selecting the content 202 based on the determined
geographic location 216 of the mobile device and the pro-
vided queue information 230. In another embodiment, the
content 228 may be identified or selected based on the geo-
graphic location 222 of the mobile device 162, the route 226
of'the mobile device 162, and the provided queue information
230. In yet another embodiment, the content 202 may be
identified or selected based on the route 226 and the provided
queue information 230. In other embodiments, the content
202 may be identified or selected based on other combina-
tions. The content 202 may be automatically identified by the
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platform 204 or may be manually identified or selected by the
customer service provider 152 based on, for example, the
determined geographic location 222 of the mobile device
162, the route 226, the provider data 231, or combinations
thereof.

In one embodiment, the content 202 is provided via or over
the telephone network 158. In another embodiment, however,
the content 202 may be provided via another communication
network (e.g., SMS, email, etc.). The content 202 may also be
provided via or over the telephone network 158 and another
communication channel.

Referring to FIG. 7, an illustrative embodiment of a general
computer system 400 is shown. The computer system 400 can
include a set of instructions that can be executed to cause the
computer system 400 to perform any one or more of the
methods or computer based functions disclosed herein. The
computer system 400 may operate as a standalone device or
may be connected, e.g., using a network, to other computer
systems or peripheral devices. Any of the components dis-
cussed above may be a computer system 400 or a component
in the computer system 400.

In a networked deployment, the computer system 400 may
operate in the capacity of a server or as a client user computer
in a client-server user network environment, or as a peer
computer system in a peer-to-peer (or distributed) network
environment. The computer system 400 can also be imple-
mented as or incorporated into various devices, such as a
personal computer (PC), a tablet PC, a set-top box (STB), a
personal digital assistant (PDA), a mobile device, a palmtop
computer, a laptop computer, a desktop computer, a commu-
nications device, a wireless telephone, a land-line telephone,
a control system, a camera, a scanner, a facsimile machine, a
printer, a pager, a personal trusted device, a web appliance, a
network router, switch or bridge, or any other machine
capable of executing a set of instructions (sequential or oth-
erwise) that specify actions to be taken by that machine. In a
particular embodiment, the computer system 400 can be
implemented using electronic devices that provide voice,
video or data communication. Further, while a single com-
puter system 400 is illustrated, the term “system” shall also be
taken to include any collection of systems or sub-systems that
individually or jointly execute a set, or multiple sets, of
instructions to perform one or more computer functions.

As illustrated in FIG. 7, the computer system 400 may
include a processor 402, e.g., a central processing unit (CPU),
a graphics processing unit (GPU), or both. The processor 402
may be a component in a variety of systems. For example, the
processor 402 may be part of a standard personal computer or
aworkstation. The processor 402 may be one or more general
processors, digital signal processors, application specific
integrated circuits, field programmable gate arrays, servers,
networks, digital circuits, analog circuits, combinations
thereof, or other now known or later developed devices for
analyzing and processing data. The processor 402 may imple-
ment a software program, such as code generated manually
(i.e., programmed).

The computer system 400 may include a memory 404 that
can communicate via a bus 408. The memory 404 may be a
main memory, a static memory, or a dynamic memory. The
memory 404 may include, but is not limited to computer
readable storage media such as various types of volatile and
non-volatile storage media, including but not limited to ran-
dom access memory, read-only memory, programmable read-
only memory, electrically programmable read-only memory,
electrically erasable read-only memory, flash memory, mag-
netic tape or disk, optical media and the like. In one embodi-
ment, the memory 404 includes a cache or random access
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memory for the processor 402. In alternative embodiments,
the memory 404 is separate from the processor 402, such as a
cache memory of a processor, the system memory, or other
memory. The memory 404 may be an external storage device
or database for storing data. Examples include a hard drive,
compact disc (“CD”), digital video disc (“DVD”), memory
card, memory stick, floppy disc, universal serial bus (“USB”)
memory device, or any other device operative to store data.
The memory 404 is operable to store instructions executable
by the processor 402. The functions, acts or tasks illustrated in
the figures or described herein may be performed by the
programmed processor 402 executing the instructions stored
in the memory 404. The functions, acts or tasks are indepen-
dent of the particular type of instructions set, storage media,
processor or processing strategy and may be performed by
software, hardware, integrated circuits, firmware, micro-code
and the like, operating alone or in combination. Likewise,
processing strategies may include multiprocessing, multi-
tasking, parallel processing and the like.

As shown, the computer system 400 may further include a
display unit 414, such as a liquid crystal display (LCD), an
organic light emitting diode (OLED), a flat panel display, a
solid state display, a cathode ray tube (CRT), a projector, a
printer or other now known or later developed display device
for outputting determined information. The display 414 may
act as an interface for the user to see the functioning of the
processor 402, or specifically as an interface with the soft-
ware stored in the memory 404 or in the drive unit 406.

Additionally, the computer system 400 may include an
input device 416 configured to allow a user to interact with
any of the components of system 400. The input device 416
may be a number pad, a keyboard, or a cursor control device,
such as a mouse, or a joystick, touch screen display, remote
control or any other device operative to interact with the
system 400.

In a particular embodiment, as depicted in FIG. 4, the
computer system 400 may also include a disk or optical drive
unit 406. The disk drive unit 406 may include a computer-
readable medium 410 in which one or more sets of instruc-
tions 412, e.g. software, can be embedded. Further, the
instructions 412 may embody one or more of the methods or
logic as described herein. In a particular embodiment, the
instructions 412 may reside completely, or at least partially,
within the memory 404 and/or within the processor 402 dur-
ing execution by the computer system 400. The memory 404
and the processor 402 also may include computer-readable
media as discussed above.

The present disclosure contemplates a computer-readable
medium that includes instructions 412 or receives and
executes instructions 412 responsive to a propagated signal,
so that a device connected to a network 420 can communicate
voice, video, audio, images or any other data over the network
420. Further, the instructions 412 may be transmitted or
received over the network 420 via a communication port 918.
The communication port 418 may be a part of the processor
402 or may be a separate component. The communication
port 418 may be created in software or may be a physical
connection in hardware. The communication port 418 is con-
figured to connect with a network 420, external media, the
display 414, or any other components in system 400, or com-
binations thereof. The connection with the network 420 may
be a physical connection, such as a wired Ethernet connection
or may be established wirelessly as discussed below. Like-
wise, the additional connections with other components of the
system 900 may be physical connections or may be estab-
lished wirelessly.
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The network 420 may include wired networks, wireless
networks, or combinations thereof, and may be representative
of'the networks 208 and/or 210. The wireless network may be
a cellular telephone network, an 802.11, 802.16, 802.20, or
WiMax network. Further, the network 420 may be a public
network, such as the Internet, a private network, such as an
intranet, or combinations thereof, and may utilize a variety of
networking protocols now available or later developed
including, but not limited to TCP/IP based networking pro-
tocols.

While the computer-readable medium is shown to be a
single medium, the term “computer-readable medium”
includes a single medium or multiple media, such as a cen-
tralized or distributed database, and/or associated caches and
servers that store one or more sets of instructions. The term
“computer-readable medium” shall also include any medium
that is capable of storing, encoding or carrying a set of instruc-
tions for execution by a processor or that cause a computer
system to perform any one or more of the methods or opera-
tions disclosed herein.

In a particular non-limiting, exemplary embodiment, the
computer-readable medium can include a solid-state memory
such as a memory card or other package that houses one or
more non-volatile read-only memories. Further, the com-
puter-readable medium can be a random access memory or
other volatile re-writable memory. Additionally, the com-
puter-readable medium can include a magneto-optical or
optical medium, such as a disk or tapes or other storage device
to capture carrier wave signals such as a signal communicated
over a transmission medium. A digital file attachment to an
e-mail or other self-contained information archive or set of
archives may be considered a distribution medium that is a
tangible storage medium. Accordingly, the disclosure is con-
sidered to include any one or more of a computer-readable
medium or a distribution medium and other equivalents and
successor media, in which data or instructions may be stored.

In an alternative embodiment, dedicated hardware imple-
mentations, such as application specific integrated circuits,
programmable logic arrays and other hardware devices, can
be constructed to implement one or more of the methods
described herein. Applications that may include the apparatus
and systems of various embodiments can broadly include a
variety of electronic and computer systems. One or more
embodiments described herein may implement functions
using two or more specific interconnected hardware modules
or devices with related control and data signals that can be
communicated between and through the modules, or as por-
tions of an application-specific integrated circuit. Accord-
ingly, the present system encompasses software, firmware,
and hardware implementations.

In accordance with various embodiments of the present
disclosure, the methods described herein may be imple-
mented by software programs executable by a computer sys-
tem. Further, in an exemplary, non-limited embodiment,
implementations can include distributed processing, compo-
nent/object distributed processing, and parallel processing.
Alternatively, virtual computer system processing can be
constructed to implement one or more of the methods or
functionality as described herein.

Although the present specification describes components
and functions that may be implemented in particular embodi-
ments with reference to particular standards and protocols,
the invention is not limited to such standards and protocols.
For example, standards for Internet and other packet switched
network transmission (e.g., TCP/IP, UDP/IP, HTML, HTTP,
HTTPS) represent examples of the state of the art. Such
standards are periodically superseded by faster or more effi-
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cient equivalents having essentially the same functions.
Accordingly, replacement standards and protocols having the
same or similar functions as those disclosed herein are con-
sidered equivalents thereof.

A computer program (also known as a program, software,
software application, script, or code) can be written in any
form of programming language, including compiled or inter-
preted languages, and it can be deployed in any form, includ-
ing as a standalone program or as a module, component,
subroutine, or other unit suitable for use in a computing
environment. A computer program does not necessarily cor-
respond to a file in a file system. A program can be stored in
a portion of a file that holds other programs or data (e.g., one
or more scripts stored in a markup language document), in a
single file dedicated to the program in question, or in multiple
coordinated files (e.g., files that store one or more modules,
sub programs, or portions of code). A computer program can
be deployed to be executed on one computer or on multiple
computers that are located at one site or distributed across
multiple sites and interconnected by a communication net-
work.

The processes and logic flows described in this specifica-
tion can be performed by one or more programmable proces-
sors executing one or more computer programs to perform
functions by operating on input data and generating output.
The processes and logic flows can also be performed by, and
apparatus can also be implemented as, special purpose logic
circuitry, e.g., an FPGA (field programmable gate array) or an
ASIC (application specific integrated circuit).

As used in this application, the term ‘circuitry’ or ‘circuit’
refers to all of the following: (a) hardware-only circuit imple-
mentations (such as implementations in only analog and/or
digital circuitry) and (b) to combinations of circuits and soft-
ware (and/or firmware), such as (as applicable): (i) to a com-
bination of processor(s) or (ii) to portions of processor(s)/
software (including digital signal processor(s)), software, and
memory(ies) that work together to cause an apparatus, such as
a mobile phone or server, to perform various functions) and
(c) to circuits, such as a microprocessor(s) or a portion of a
microprocessor(s), that require software or firmware for
operation, even if the software or firmware is not physically
present.

This definition of “circuitry” applies to all uses of this term
in this application, including in any claims. As a further
example, as used in this application, the term “circuitry”
would also cover an implementation of merely a processor (or
multiple processors) or portion of a processor and its (or their)
accompanying software and/or firmware. The term “cir-
cuitry” would also cover, for example and if applicable to the
particular claim element, a baseband integrated circuit or
applications processor integrated circuit for a mobile phone
or a similar integrated circuit in server, a cellular network
device, or other network device.

Processors suitable for the execution of a computer pro-
gram include, by way of example, both general and special
purpose microprocessors, and anyone or more processors of
any kind of digital computer. Generally, a processor will
receive instructions and data from a read only memory or a
random access memory or both. The essential elements of a
computer are a processor for performing instructions and one
or more memory devices for storing instructions and data.
Generally, a computer will also include, or be operatively
coupled to receive data from or transfer data to, or both, one
or more mass storage devices for storing data, e.g., magnetic,
magneto optical disks, or optical disks. However, a computer
need not have such devices. Moreover, a computer can be
embedded in another device, e.g., a mobile telephone, a per-
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sonal digital assistant (PDA), a mobile audio player, a Global
Positioning System (GPS) receiver, to name just a few. Com-
puter readable media suitable for storing computer program
instructions and data include all forms of non-volatile
memory, media and memory devices, including by way of
example semiconductor memory devices, e.g., EPROM,
EEPROM, and flash memory devices; magnetic disks, e.g.,
internal hard disks or removable disks; magneto optical disks;
and CD ROM and DVD-ROM disks. The processor and the
memory can be supplemented by, or incorporated in, special
purpose logic circuitry.

To provide for interaction with a user, embodiments of the
subject matter described in this specification can be imple-
mented on a device having a display, e.g., a CRT (cathode ray
tube) or LCD (liquid crystal display) monitor, for displaying
information to the user and a keyboard and a pointing device,
e.g., a mouse or a trackball, by which the user can provide
input to the computer. Other kinds of devices can be used to
provide for interaction with a user as well; for example,
feedback provided to the user can be any form of sensory
feedback, e.g., visual feedback, auditory feedback, or tactile
feedback; and input from the user can be received in any form,
including acoustic, speech, or tactile input.

Embodiments of the subject matter described in this speci-
fication can be implemented in a computing system that
includes a back end component, e.g., as a data server, or that
includes a middleware component, e.g., an application server,
or that includes a front end component, e.g., a client computer
having a graphical user interface or a Web browser through
which a user can interact with an implementation of the
subject matter described in this specification, or any combi-
nation of one or more such back end, middleware, or front end
components. The components of the system can be intercon-
nected by any form or medium of digital data communication,
e.g., acommunication network. Examples of communication
networks include a local area network (“LLAN”) and a wide
area network (“WAN™), e.g., the Internet.

The computing system can include clients and servers. A
client and server are generally remote from each other and
typically interact through a communication network. The
relationship of client and server arises by virtue of computer
programs running on the respective computers and having a
client-server relationship to each other.

The illustrations of the embodiments described herein are
intended to provide a general understanding of the structure
of the various embodiments. The illustrations are not
intended to serve as a complete description of all of the
elements and features of apparatus and systems that utilize
the structures or methods described herein. Many other
embodiments may be apparent to those of skill in the art upon
reviewing the disclosure. Other embodiments may be utilized
and derived from the disclosure, such that structural and
logical substitutions and changes may be made without
departing from the scope of the disclosure. Additionally, the
illustrations are merely representational and may not be
drawn to scale. Certain proportions within the illustrations
may be exaggerated, while other proportions may be mini-
mized. Accordingly, the disclosure and the figures are to be
regarded as illustrative rather than restrictive.

While this specification contains many specifics, these
should not be construed as limitations on the scope of the
invention or of what may be claimed, but rather as descrip-
tions of features specific to particular embodiments of the
invention. Certain features that are described in this specifi-
cation in the context of separate embodiments can also be
implemented in combination in a single embodiment. Con-
versely, various features that are described in the context of a
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single embodiment can also be implemented in multiple
embodiments separately or in any suitable sub-combination.
Moreover, although features may be described above as act-
ing in certain combinations and even initially claimed as such,
one or more features from a claimed combination can in some
cases be excised from the combination, and the claimed com-
bination may be directed to a sub-combination or variation of
a sub-combination.

Similarly, while operations are depicted in the drawings
and described herein in a particular order, this should not be
understood as requiring that such operations be performed in
the particular order shown or in sequential order, or that all
illustrated operations be performed, to achieve desirable
results. In certain circumstances, multitasking and parallel
processing may be advantageous. Moreover, the separation of
various system components in the embodiments described
above should not be understood as requiring such separation
in all embodiments, and it should be understood that the
described program components and systems can generally be
integrated together in a single software product or packaged
into multiple software products.

One or more embodiments of the disclosure may be
referred to herein, individually and/or collectively, by the
term “invention” merely for convenience and without intend-
ing to voluntarily limit the scope of this application to any
particular invention or inventive concept. Moreover, although
specific embodiments have been illustrated and described
herein, it should be appreciated that any subsequent arrange-
ment designed to achieve the same or similar purpose may be
substituted for the specific embodiments shown. This disclo-
sure is intended to cover any and all subsequent adaptations or
variations of various embodiments. Combinations of the
above embodiments, and other embodiments not specifically
described herein, will be apparent to those of skill in the art
upon reviewing the description.

The Abstract of the Disclosure is provided to comply with
37 C.F.R. §1.72(b) and is submitted with the understanding
that it will not be used to interpret or limit the scope or
meaning of the claims. In addition, in the foregoing Detailed
Description, various features may be grouped together or
described in a single embodiment for the purpose of stream-
lining the disclosure. This disclosure is not to be interpreted as
reflecting an intention that the claimed embodiments require
more features than are expressly recited in each claim. Rather,
as the following claims reflect, inventive subject matter may
be directed to less than all of the features of any of the
disclosed embodiments. Thus, the following claims are incor-
porated into the Detailed Description, with each claim stand-
ing on its own as defining separately claimed subject matter.

It is therefore intended that the foregoing detailed descrip-
tion be regarded as illustrative rather than limiting, and that it
be understood that it is the following claims, including all
equivalents, that are intended to define the spirit and scope of
this invention.

We claim:

1. A computer-implemented method comprising:

establishing, via a communication channel, a customer
service telephone call between a communication device
associated with a customer service provider and a
mobile device associated with a customer service
requestor;

identifying ifthe customer service requestor is qualified for
receiving content including a compensatory benefit,
wherein the customer service requester is qualified when
the customer service requester has been or was on hold
for a predetermined period of time;
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if the customer service requester is qualified for receiving
the content including the compensatory benefit, deter-
mining, by a processor, a geographic location of the
mobile device;

identifying the content including the compensatory benefit

based on the determined geographic location of the
mobile device; and

providing, by the processor, the content including the com-

pensatory benefit, during or after the customer service
telephone call, to the customer service requestor via the
mobile device.

2. The computer-implemented method of claim 1, wherein
the determining comprises determining the geographic loca-
tion of the mobile device using a global positioning system
(GPS), assisted GPS, or from the customer service requestor.

3. The computer-implemented method of claim 1, wherein
the providing comprises providing the content via the com-
munication channel.

4. The computer-implemented method of claim 1, wherein
the providing comprises providing the content via another
communication channel.

5. The computer-implemented method of claim 1, wherein
the providing comprises providing the content during the
customer service telephone call.

6. The computer-implemented method of claim 1, wherein
the content comprises a benefit redeemable at a merchant
located proximate to the determined geographic location.

7. The computer-implemented method of claim 6, wherein
the benefit is only valid during or proximate to the customer
service telephone call.

8. The computer-implemented method of claim 1, further
comprising recognizing a route over which the mobile device
is traveling.

9. The computer-implemented method of claim 8, wherein
the content comprises a location along the recognized route at
which the customer service requestor may participate in the
customer service telephone call.

10. The computer-implemented method of claim 1, further
comprising providing, via the communication channel, dur-
ing the customer service telephone call but before exchanging
the customer service, the customer service requestor with
queue information, and wherein the identifying comprises
identifying the content based on the determined geographic
location of the mobile device and the provided queue infor-
mation.

11. The computer-implemented method of claim 1, further
comprising:

providing, via the communication channel, during the cus-

tomer service telephone call but before receiving the
customer service, the customer service requestor with
queue information; and

recognizing a route over which the mobile device is trav-

eling;

wherein the identifying comprises identifying route guid-

ance based on the recognized route and the provided
queue information.

12. The computer-implemented method of claim 1,
wherein the content comprises customer service requestor
data indicative of one or more other customer service request-
ors simultaneously involved in another customer service tele-
phone call and located proximate to the determined geo-
graphic location of the mobile device.

13. The computer-implemented method of claim 1,
wherein the identifying comprises automatically identifying
the content.
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14. The computer-implemented method of claim 1,
wherein the identifying comprises manually identifying the
content based on the determined geographic location of the
mobile device and the customer service requestor.

15. The computer-implemented method of claim 1, further
comprising presenting the customer service provider with the
geographic location of the mobile device during the customer
service telephone call.

16. The computer-implemented method of claim 1, further
comprising identifying customer service to provide to the
customer service requestor based on the determined geo-
graphic location of the mobile device.

17. A system comprising:

a customer service platform including a processor in com-
munication with a customer service requestor and a cus-
tomer service provider; and

a positioning device operable to determine, during a cus-
tomer service telephone call established, via a commu-
nication channel, between a mobile device of the cus-
tomer service requestor and a communication device
associated with the customer service provider, a geo-
graphic location of the mobile device,

wherein the processor is operable to select content includ-
ing a compensatory benefit based on the determined
geographic location of the mobile device and based on
whether the customer service requestor is qualified for
receiving content including the compensatory benefit,
wherein the customer service requester is qualified when
the customer service requester has spent over a threshold
amount or has been a customer for a defined amount of
time, and is operable to provide, during or after the
customer service telephone call, to the customer service
requestor via the mobile device, the selected content
including the compensatory benefit.

18. The system of claim 17, further comprising a route
recognition device operable to recognize a route over which
the mobile device is traveling, wherein the customer service
platform is operable to identify the content based on the
determined geographic location of the mobile device and the
route over which the mobile device is traveling, and wherein
the content comprises a location along the recognized route at
which the customer service requestor may participate in the
customer service telephone call.

19. The system of claim 17, wherein the content comprises
route guidance that includes a recommendation to avoid cer-
tain locations in which the communication channel may be
unavailable.

20. A mobile device comprising:

a positioning device operative to determine, during a cus-
tomer service telephone call established, via a commu-
nication channel, between the mobile device and a com-
munication device associated with a customer service
provider, a geographic location of the mobile device;
and

aprocessor operable to transmit the determined geographic
location of the mobile device to a customer service plat-
form and operable to receive from the customer service
platform, during or after the customer service telephone
call, content including a compensatory benefit selected
based on the determined geographic location of the
mobile device and based on whether the mobile device is
qualified to receive content including a compensatory
benefit, wherein the mobile device is qualified when the
mobile device has been or was on hold for a predeter-
mined period of time.
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